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Abstract	Professional	values	can	direct	nurse	behavior.	Nurse	behavior	should	reflect	caring	 in	providing	nursing	services	as	the	essence	of	nursing.	The	study	aimed	at	analyzing	the	implementation	of	nursing	professional	values.	The	method	used	in	this	paper	is	a	case	study.	 Data	 collection	 is	 done	 by	 interviews,	 document	 observation,	 and	 distributing	questionnaires	to	nurses	in	the	amount	of	517	nurses.	The	questionnaire	used	was	the	Nursing	Professional	Value	Scale	and	Nurse	 that	was	modified	and	used	 to	determine	the	 nurse's	 professional	 score	 scale.	 Interviews	 were	 conducted	 with	 the	 field	 and	nursing	committee	using	a	semi-structured	interview	guide.	Interview	material	includes	management	functions	related	to	the	application	of	the	nurse's	professional	values.	Data	analysis	using	fishbone	analysis.	The	results	showed	that	the	professional	score	scale	of	nurses	 was	 quite	 strong,	 namely	 101.19,	 but	 the	 application	 of	 professional	 nurses'	values	was	still	not	optimal	because	some	nursing	 leaders	were	still	 less	professional.	The	 recommendation	 from	 this	 case	 study	 is	 that	 nursing	 management	 needs	 to	motivate	nurses	 to	 apply	nurses'	 professional	 values	 through	 attitudes	 and	behaviors	that	have	implications	for	the	quality	of	nursing	services	and	have	an	impact	on	patient	satisfaction	and	safety.	
Keywords:	Fishbone	analysis,	management	of	service,	nurse	professional	values	
1. Introduction		Professional	 value	 serves	 as	 a	 compass	 for	 nurses	 to	 be	 able	 to	 display	 the	expected	 behavior	 of	 nurses	 as	 health	 care	 providers.	 Professional	 values	 can	 direct	nurse	 behavior.	 Values	 represent	 fundamental	 beliefs	 about	what	 is	 right,	 proper,	 or	desired,	and	motivates	social	and	professional	practice	(1).	Professional	values	function	as	a	standard	of	behavior	accepted	by	practitioners	and	professional	groups	recognized	in	 their	 profession	 (2).	 (3)	 Proves	 that	 there	 is	 a	 strong	 relationship	 between	professional	 values	 and	 nurses'	 work	 motivation.	 Professional	 value	 builds	 a	 strong	
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foundation	 for	 the	 future	of	nurses	 that	provide	 the	basis	 for	ethical,	value-based	and	humanistic	 care	 (4).	 Therefore,	 professional	 values	 are	 essential	 for	 the	 future	 of	nursing.		 Professional	caregivers	(PC)	are	required	 to	be	able	 to	serve	 the	community	well	and	professionally,	both	at	the	Puskesmas	level	and	to	the	hospital.	Nurses	as	part	of	the	PC	contained	in	(5)	are	required	to	be	professional	and	competent	 in	providing	nursing	 services.	 The	 public	 view	 perceives	 that	 a	 nurse	 is	 said	 to	 be	 licensed	 if	 the	nurse	 has	 ethical	 behavior	 and	 caring	 in	 providing	 services.	 Becoming	 a	 PC	 does	 not	only	 require	 competence	 in	 providing	 nursing	 services,	 but	 it	 needs	 attitudes	 and	behaviors	that	reflect	ethics	and	caring.		The	application	of	professional	values	possessed	by	Indonesian	nurses	is	still	mostly	not	optimal	according	 to	 the	perspective	of	 society.	This	 can	be	 seen	 from	 the	stigma	 of	 the	 people	 who	 still	 think	 that	 nurses	 are	 bitchy,	 fussy,	 and	 rarely	 smile.	Research	conducted	by	(6)	as	obtained	by	58%	of	patients	stating	dissatisfaction	with	nursing	services	 in	a	hospital.	Different	research	conducted	by	(7)	gathered	data	from	in-depth	 interviews	 that	patients	were	disappointed	 in	nursing	 services	 including	 the	attitudes	and	behavior	of	nurses.	The	application	of	nurses'	professional	values	can	be	seen	 through	 the	 attitudes	 and	 behavior	 of	 nurses	 in	 a	 professional	 manner	 which	ultimately	gets	a	response	from	patients	as	service	recipients.		Professional	nurses	are	related	to	patient	safety.	Professional	nurses	result	in	increased	 patient	 care	 and	 greater	 job	 satisfaction	 for	 nurses,	 increasing	 client	recognition	and	nurse	retention	(4).	Research	conducted	by	(8)	proves	that	professional	nurses	placed	in	acute	care	areas	can	reduce	the	risk	of	death	of	patients.	(9)	State	that	professional	nurses	can	help	 improve	the	quality	of	nursing	care.	This	proves	that	 if	a	licensed	nurse	will	have	an	impact	on	the	quality	of	care	and	improve	patient	safety.		The	care	provided	by	nurses	is	based	on	standard	practice.	In	Australia,	(10)	has	 made	 professional	 practice	 standards	 for	 nurses	 into	 two	 categories	 namely	professional	 practice	 standards	 and	 performance	 standards.	 Practice	 Standards	describe	the	level	of	competency	of	nursing	care	as	a	model	of	critical	thinking	known	as	the	nursing	process,	while	professional	performance	standards	describe	the	level	of	behavioral	 skills	 related	 to	 ethics,	 culture-based	 practices,	 communication,	collaboration,	 leadership,	 education,	 training,	 and	 evidence-based	 research.	 In	Indonesia,	 as	 contained	 in	 	 (11)	 states	 that	 nursing	 practice	 is	 held	 in	 the	 form	 of	nursing	care.	Nurses	in	carrying	out	nursing	care	have	two	elements,	namely	the	aspect	of	 competence	 and	behavior	 (12).	 Standards	 are	useful	 for	 guiding	 the	 appearance	of	nurses	in	meeting	the	demands	of	patient	expectations	to	give	satisfaction	to	patients.		Patient	satisfaction	at	one	of	the	public	hospitals	in	Jakarta	where	researchers	conduct	residency	practices	including	good	categories.	Data	is	obtained	that	the	patient	satisfaction	 rate	 in	 the	 period	 January-September	 2018	 can	 meet	 the	 set	 target	 of	85.28%,	while	the	expected	goal	 is	85%.	Performance	indicators	of	service	quality	are	also	 fulfilled	 from	the	period	 June-October	2018.	 Interviews	with	several	patients	and	families	of	patients	in	one	of	the	outpatient	units	at	the	hospital	said	they	were	satisfied	with	 the	 services	 provided	 by	 nurses.	 This	 is	 an	 exciting	 thing	 to	 study	 regarding	professional	values	that	direct	the	professional	behavior	of	nurses	that	have	an	impact	on	the	quality	of	nursing	services,	patient	safety,	and	patient-centered	services.								
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2. Objectives	This	 study	 aimed	 at	 analyzing	 the	 application	 of	 nurses'	 professional	 values	using	a	fishbone	model			
3. Method	The	method	used	is	in	the	form	of	case	studies	and	analysis	of	results	and	gaps	with	 discussion	 based	 on	 literature	 review	 and	 expert	 debate.	 Data	 retrieval	 is	 done	through	interviews,	field	observations,	and	distributing	questionnaires	to	determine	the	nurse's	professional	value	scale.	The	questionnaire	was	given	to	nurses	as	many	as	517	nurses	in	a	referral	hospital	in	Jakarta.		The	questionnaire	used	was	a	modified	Nursing	Professional	Value	Scale	and	Nurse.	 The	 questionnaire	 was	 used	 to	 obtain	 the	 results	 of	 the	 nurse's	 professional	score	scale.	 Interviews	about	the	roles	and	functions	of	 fields	and	nursing	committees	related	 to	 the	 implementation	 of	 professional	 values	 of	 nursing	 staff	 were	 obtained	through	semi-structured	interview	guides.	The	interview	material	asked	to	the	field	and	the	nursing	committee	regarding	nursing	 management	 functions	 which	 consisted	 of	 planning,	 organizing,	 staffing,	directing,	 and	 controlling.	 The	 observation	 method	 is	 carried	 out	 to	 identify	 the	availability	of	supporting	documents	in	the	clinic.	Data	obtained	from	observations	and	interviews	 were	 grouped	 and	 analyzed.	 Data	 analysis	 using	 fishbone	 analysis	 by	describing	 the	 gap	 found.	 This	 study	 is	 an	 innovation	 legalized	 to	 collect	 data	 and	publish	 the	 research	 result	 conducted	 in	 the	 hospital	 where	 the	 researcher	 did	 this	study.				
4. Result		
4.1 Interview	Interviews	found	that	professional	values	were	applied	by	the	guidelines	for	staff	behavior	and	nursing	bylaw	staff	which	served	to	regulate	and	direct	nurses'	behavior	to	 be	 as	 expected	 by	 the	 organization	 of	 the	 organization.	 Bylaw's	 behavioral	 and	nursing	 staff	 guidelines	 were	 socialized	 to	 all	 new	 nurses	 and	 nurses	 during	 the	admissions	 process.	 This	 is	 done	 so	 that	 new	 nurses	 have	 the	 same	 values	 as	 those	adopted	by	the	hospital.	While	the	old	nurses	were	given	a	reeducation	through	a	road	show	to	all	the	rooms	so	that	the	professional	values	were	also	embedded	in	old	nurses.	Training	related	to	the	formation	of	professional	values	of	nurses	has	been	carried	out.	The	training	provided	was	service	excellence	in	2016	which	included	values	and	culture	material	adopted	at	the	hospital.		Provision	of	remuneration	is	made	to	motivate	nursing	staff	to	behave	according	to	the	professional	values	of	the	team.	The	value	of	the	compensation	is	adjusted	to	the	results	of	the	assessment	of	the	head	of	the	room.	The	hospital	also	imposes	sanctions	on	staff	when	committing	a	violation.	The	sanctions	given	are	adjusted	to	PP	53	of	2010	concerning	 the	 discipline	 of	 civil	 servants.	 The	 nursing	 committee	 motivates	 peer	groups	 or	 head	 of	 rooms	 to	 become	 role	 models	 for	 nursing	 staff.	 But	 in	 its	
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implementation,	there	are	still	some	nursing	leaders	who	cannot	implement	according	to	 the	 policies	 that	 have	 been	made.	 This	 is	 probably	 due	 to	 inadequate	 supervision	from	the	leadership.			
4.2 Observation	Nurse	behavior	guidelines	are	made	in	the	form	of	a	pocketbook	so	that	nurses	can	 carry	 easily	 to	 read	 and	 each	 nurse	 has	 been	 given.	 Bylaw	Nursing	 staff	 has	 also	been	socialized	to	each	new	nurse	at	the	time	of	the	recipient	in	the	nursing	field	so	that	the	new	nurse	understands	how	professional	behavior	is	expected	and	by	the	policy	in	the	hospital.			
4.3 Questionnaire	The	results	of	the	questionnaire	found	that	the	average	score	of	professional	nurses	 was	 quite	 strong	 (101,19).	 The	 knowledge	 of	 nursing	 staff	 regarding	 the	professional	values	adopted	at	the	hospital	has	also	been	excellent.	This	is	evidenced	by	the	questionnaire	that	72.10%	of	nurses	know	the	value	of	professionals	in	the	hospital.	The	 highest	 professional	 value	 averaged	 40.93	 perceived	 by	 nurses	 is	 trust,	 then	followed	by	caring	(30.45)	and	professionals	(29.81).				
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5. Discussion	Based	 on	 the	 Nursing	 and	Midwifery	 Board	 of	 Australia	 (10)	 that	 the	 code	 of	conduct	is	useful	as	a	standard	for	directing	nurses'	behavior	to	be	by	the	law	and	able	to	 apply	 professional	 behavior	 in	 all	 nursing	 practice	 services.	 The	 arrangement	 of	nursing	practice	includes	collaborative	relationships	between	nurses	and	patients,	and	other	health	teams,	and	management	so	that	nurses	can	work	together	to	provide	the	best	service.	In	line	with	NMBA,	Nursing	and	Midwifery	Board	of	Ireland	(13)	states	that	standards	 aim	 to	 guide	 nurses	 in	 practice	 and	 help	 nurses	 understand	 professional	responsibility	 in	 caring	 for	 patients	 in	 a	 safe,	 ethical	 and	 effective	manner.	 Standards	guide	to	directing	nurses'	professional	behavior.	The	 behavior	 of	 nurses	 as	 PC	 have	 an	 impact	 on	 patient	 satisfaction.	 Nurses'	competencies	 and	 behavior	 are	 important	 in	 providing	 quality	 nursing	 care	 	 (14).	Previous	 studies	 reported	 that	 patients	 are	 satisfied	 with	 the	 services	 of	 nurses	 in	hospitals	 in	Malaysia	because	of	nurse	behavior	 that	shows	respect,	smile,	and	caring.	Research	 conducted	 by	 (15,	 16)	 to	 explore	 caring	 behavior	 of	 nurses	 in	 hospitals	 in	America	 perceived	 by	 patients	 with	 intubation	 and	 their	 families	 is	 to	 provide	information,	be	competent,	attend,	provide	guidance,	and	use	a	soothing	tone	of	voice.	A	nurse's	 professionalism	 will	 be	 seen	 through	 the	 attitudes	 and	 actions	 displayed	 in	providing	nursing	care.	Nurses'	behavior	in	providing	nursing	care	is	supported	by	the	effectiveness	and	efficiency	of	the	workforce.	On	the	other	hand,	the	proportion	of	nurse	resources	that	is	balanced	with	workload	also	helps	the	quality	of	nursing	care	to	achieve	optimal	results.	Taher	 (2014)	 made	 the	 proportion	 of	 nurses	 based	 on	 education	 levels	 in	 health	facilities	such	as	hospitals	associated	with	nurses	with	Ners,	and	Vocational	graduates	were	60%	and	40%.	Many	are	 found	 in	 several	nurse	hospitals	working	 for	12	hours	per	 shift	 or	 60	 hours	 per	 week.	 At	 the	 end,	 which	 causes	 physical,	 cognitive,	 and	emotional	 nurse	 problems,	 which	 can	 be	 thought	 of	 in	 the	 quality	 of	 nursing	 care	services	 (Kennedy,	 2016).	 The	 critical	 thinking	 competencies	 needed	 by	 nurses	 with	nurse	 training	will	undoubtedly	be	better	 than	vocational	nurses	who	are	adjusted	 to	the	curriculum	at	 the	 time	of	education.	Therefore,	 a	 strategic	and	systematic	 staffing	plan	is	needed	in	meeting	professional	nurse	resources.		Professional	nurses	are	required	to	be	able	to	be	role	models	or	role	models	for	patients	as	well	as	fellow	nurses.	Role	models	become	one	of	the	roles	of	nursing	managers	(17).	(10)	 Say	 that	 nurses	 have	 professional	 roles	 and	 responsibilities	 to	 obtain,	 maintain	knowledge	and	skills	possessed	to	be	able	to	become	role	models.	(18)	And	(19)	study	showed	 that	 nurse	 leadership	 behavioral	 characteristics	 and	 interpersonal	 work	relationships	had	a	 relationship	with	patient	 safety,	 increased	health	 costs,	 and	nurse	morale.	Nursing	managers	become	role	models	for	their	staff	so	that	nursing	managers	should	set	a	good	example	through	their	attitudes	and	behavior.	There	are	many	things	that	nursing	leaders	can	do	to	become	role	models.	Nurse	role	 models	 not	 only	 include	 attitudes	 in	 providing	 nursing	 services,	 acting	 and	appearing,	 but	 role	 models	 in	 communication	 are	 equally	 important	 (17).	Communication	 is	 an	 integral	 part	 of	 patient	 care	 and	 is	 one	 of	 the	 factors	 that	determine	 the	quality	of	 care	 (20).	 	Nurses'	attributes	as	 role	models	are	caring,	non-judgmental,	 trustworthy,	 inspiring	 and	 motivating,	 knowledgeable	 and	 confident,	innovative,	and	professional	(21).	
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The	results	of	 the	professional	score	scale	scores	of	nurses	can	determine	how	strong	nurses	hold	professional	values.	The	scale	of	professional	scores	of	nurses	at	the	hospital	where	the	study	was	conducted	was	quite	strong,	namely	101.19.	The	results	obtained	 were	 not	 much	 different	 from	 the	 average	 score	 of	 professional	 nurses	 in	Korea,	namely	101.86	(22).	This	is	far	different	from	the	professional	scale	of	nurses	in	Turkey	with	an	average	score	of	professional	scores	of	165.41	(23).	The	results	of	this	professional	 value	 scale	 are	 categorized	 as	 very	 strong.	 The	 difference	 in	 scores	 is	caused	by	cultural	differences	(24).	Culture	contains	a	set	of	values,	beliefs,	and	habits	learned	 throughout	 life	 that	 shapes	 individual	behavior.	The	professional	 score	of	 the	nurse	will	be	felt	if	professional	values	are	applied	to	behavior.	The	application	of	professional	values	in	the	form	of	nursing	services	can	be	seen	as	 one	 of	 them	 through	 the	 use	 of	 caring.	 Caring	 is	 defined	 as	 the	 core	 of	 nurses'	professional	values	(25).	(26)	Has	the	opinion	that	caring	is	the	essence	of	nursing	and	is	inherent	in	the	nursing	profession,	where	caring	is	the	basis	in	the	unity	of	universal	human	values.	Caring	is	also	seen	as	the	basis	of	the	nursing	profession	which	provides	a	 framework	 for	 guiding	 nursing	 practice.	 Caring	 is	 also	 an	 essential	 component	 in	increasing	 patient	 satisfaction	 in	 the	 health	 care	 environment.	 Caring	 will	 be	 seen	through	the	behavior	displayed	by	nurses	in	providing	nursing	care.		Caring	 is	 a	universal	phenomenon	 that	 affects	 the	way	humans	 think,	 feel,	 and	have	relationships	with	others.	Caring	 is	an	action	 that	 shows	 the	use	of	 the	patient's	environment	in	helping	to	heal	(Florence	Nightingale	in	Alligood	(2014).	(26),	Caring	is	a	 moral	 commitment	 to	 protect,	 maintain	 and	 enhance	 human	 dignity	 Caring	 as	 a	primary	form	of	nursing	practice	where	nurses	help	clients	recovering	from	his	illness,	giving	 an	 explanation	 of	 the	 client's	 disease,	 and	 managing	 or	 rebuilding	 the	relationship	Caring	helps	the	nurse	recognize	right	interventions,	and	then	becomes	the	nurse	 should	 show	 a	 concern	 and	 instructions	 for	 giving	 caring	 Caring	 through	 her	behavior	as	the	essence	of	nursing.		Professional	 value	 is	what	 is	 needed	 to	 direct	 the	professional	 behavior	 of	 the	nursing	 staff.	 The	 profound	 relationship	 between	 nurses	 and	 patients	 and	 families,	affection,	 empathy,	 comfort,	 and	 care	 given	 in	 patient	 care	 is	 part	 of	 the	 attitude	 and	behavior	of	nurses	to	patients	(27).	Another	opinion	expressed	by	Notoatmodjo	(2012)	is	 that	 belief	 is	 a	 psychological	 factor	 in	 shaping	 behavior	while	 values	 represent	 the	fundamental	beliefs	 to	direct	one's	behavior	(17).	The	Florance	Nightingale	supported	this	 in	the	19th	century	that	nursing	should	not	only	 include	scientific	knowledge	and	technical	 skills	 but	must	 become	 a	 profession	 that	 has	 professional	 values	 (28).	 (12)	States	that	the	application	of	professional	values	in	nursing	practice	can	help	 improve	the	quality	of	nursing	care.	This	proves	 that	professional	value	 is	one	of	 the	elements	that	must	be	possessed	by	a	nurse.		The	success	of	applying	professional	values	in	nursing	is	not	easy.	According	to	(29),	several	factors	that	influence	nurses'	professional	values	are	membership	status	in	nursing	 organizations,	 staffing	 status,	 nurse	 position,	 nurse	 work	 area.	 Different	research	conducted	by	Cheng,	Meng,	&	Jin	(2015)	that	there	 is	a	relationship	between	burnout	and	professional	values	of	nurses.	This	states	that	the	work	environment	also	affects	 one's	 professional	 value.	 Professional	 values	 are	 influenced	 by	 personal	 and	social	values	and	are	modified	and	expanded	through	educational,	clinical	and	personal	experience	(24).	To	support	the	application	of	professional	values,	nurses	need	to	know	the	factors	that	influence	it.		
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Professional	behavior	can	be	sought	by	fostering	value	and	confidence	in	nurses.	To	 realize	 this,	 nurses	 are	 required	 to	 have	 a	 strong	 scientific	 foundation,	 good	psychomotor	abilities	and	professional	attitudes	in	providing	nursing	care	to	patients	so	that	professional	 nursing	 can	be	 realized.	Value	 and	 confidence	 in	 the	profession	will	give	birth	to	personal	commitments	from	nurses.	The	personal	responsibility	of	nurses	is	 intended	 to	 display	 the	 values	 of	 nursing	 professionals	 who	 always	 contribute	 to	advancing	the	profession	and	continuously	strive	for	the	best	quality	and	best	nursing	services	for	patients	(30).		
6. Conclusions	and	recommendations	The	results	of	the	average	professional	score	scale	of	nurses	are	said	to	be	quite	strong.	Of	the	twenty-six	items	of	questions	categorized	into	three	professional	values	of	 nurses.	 The	 highest	 results	 in	 professional	 values	 are	 trusts	 while	 the	 lowest	 is	professional.	The	application	of	all	professional	values	still	 lacks	especially	by	nursing	leaders.	The	recommendation	from	this	case	study	is	that	nursing	management	needs	to	make	regulations	as	a	standard	for	increasing	professional	nurses	especially	in	nursing	leaders	as	role	models	that	reflect	the	professional	values	of	nurses	that	have	an	impact	on	the	quality	of	nursing	services.			
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